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摘  要 
 
















































With the grand opening of the global market, the international freight 
forwarding industry meets an unprecedented development opportunity. After the 
global financial crisis of 2008, the whole situation of managing and competing of 
the international freight forwarding has been greatly changed. As a service 
company for the manufacturing industry, the key factor for the success of an 
international freight forwarding business is the customer satisfaction. Companies 
need to pay full attention to customer demands, and strive to establish the 
long-term stable customer partnership to win customer loyalty with customer 
satisfaction. 
The International Freight Forwarding company B is a start-up business in the 
international freight forwarding industry, the management team spends most time 
and energy on business developing. The ignored operations management, which is 
not robust, even fragile, led to many unhappy customers. This paper aims to help 
company B to improve their operations management issues. It firstly analyzes the 
feature of the international freight forwarder, emphasizes that the international 
freight forwarding company plays the role of a ‘server’ and an ‘ agent’ . Meanwhile, 
it analyzes the current industrial situation and forecasts the development trends in 
the near future, so as to help the company B to acknowledge the marketing 
situation clearly. According to the Service Operation and Service Marketing theory, 
it analyzes the current operation situation of the company B. Combining with the 
Customer Service theory, based on the company’s long-term competitive strategy 
and operational strategy as a guide, it proposes solutions to the problem. Finally, 
this paper develops an implementation plan, and makes the results evaluated. 
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（一）有利于 B 公司夯实发展基础，实现经营目标； 
（二）有利于 B 公司获取市场竞争优势，提高客户满意度； 
（三）为同行业企业的发展提供一定的借鉴价值。 
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